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PREAMBLE 


The Provincial Auditor’s 1992 report on the Ministry of Health’s registration 
system (s. 3.10, 1992 Annual Report) was considered by the Standing Committee 
on Public Accounts in hearings during 1993. The witnesses at these hearings 


included the following officials: 


e the Deputy Minister and staff, Ministry of Health (February 23 and 24, 
and September 7 and 8, 1993). 


@ Mr. Tom Wright, Information and Privacy Commissioner, Province of 
Ontario (September 14, 1993). 


@ Dr. Tom Dickson, President of the Ontario Medical Association and Mr. 
Peter Berwick, Director of Administration Services (September 14, 1993). 


e Dr. John Carlisle, Deputy Registrar of the College of Physicians and 
Surgeons (September 14, 1993). 


e Mr. Andrew Wyszkowski, Management Consultant to the Ministry of 
Health and Mr. Brian Aitken, Ministry of Health, on the subject of the 
Encounter Card Pilot Project 1992-1993 (May 6, 1993). 


& Mr. Norman Achen, Senior Vice-President, Marketing and Corporate 
Banking and Mr. Martyn Cooper, Manager Technology Integration, Royal 
Bank of Canada (June 3, 1993). 


e Ms. Renah Persofsky, Vice-President Business Development, Bryker Data 
Systems Ltd. (June 3, 1993). 


The Committee would like to thank the witnesses for participating in the review of 


the audit report at Queen’s Park and providing important input on this subject. 


In addition, the Committee would appreciate responses from the Ministry of 
Health on the following questions raised by Members. These matters were 
identified during hearings with the Ministry of Health on September 7 and 8, 
1993. 


ie Provide details on the Ministry’s program in 1990 to implement the new 
Health Cards. This documentation should include the following 
information: the verification of the registered persons’ database; the 
allocation of funds for the project at the time and the expenditures on a 
project basis; the cost and outcome of each of these projects following 
implementation, and a list of any cancelled contracts for projects related to 
the introduction of the Health Cards. 


a Describe the "Information Technology Strategic Plan" for the Health Card 
in 1990, including timelines. The documentation should address what the 
Ministry referred to as the "original strategic plan." 


3: Indicate any measures taken in 1990 to ensure that the new Health Card 
system would detect and prevent fraud. 


4. Provide a statement on the proposed changes (1993) to the Health Card. 


af Provide a summary of the Ministry’s expenditures on the verification of 
eligibility for the period 1991/92. 


6. . What are the costs to the Ministry for the following: the introduction of 
"reader technology" in hospitals; "interactive voice response technology" 
in physicians’ offices, and a public education program on the registration 
process for Health Cards? 


Me Comment on the projected savings following the introduction of the 
version code. What are the projected Ministry costs for paying the first 
payment under the J-8 Rules (e.g., "good faith payment" system policy for 
uninsured individuals and/or on invalid Health Cards)? Comment on the 
cost implications of these policies. 


8. Are Health Cards distributed in bulk to children’s aid societies and nursing 
homes? What is the Ministry policy on issuing Health Cards and the 
registration numbers? 


This Interim Report is based on the Ministry’s submissions, the Committee 
Hansard on the hearings, audit reports prepared by the Office of the Provincial 
Auditor and the documentation provided by the Legislative Research Service. 


Relevant documents are identified in the text. 


The Standing Committee on Public Accounts would like to acknowledge the 
assistance provided by the Office of the Provincial Auditor, the Clerk of the 


Committee and the Legislative Research Service during these hearings. This 
Report was prepared by the Legislative Research Service, pursuant to the 


instructions of the Standing Committee on Public Accounts. 


INTRODUCTION 


The Ministry of Health is responsible for the management of health care services 
in Ontario. The province has an individual-based registration System with a 
unique number identification, which replaced the family-based Ontario Health 
Insurance Plan (OHIP). The Ministry’s Claims Payment Operations office is 
responsible for such areas as the registration of eligible Ontario residents, health 


insurance numbers and the payment of claims. 


1987 Audit Report 


The 1987 audit report entitled "Weak Procedures and Controls, Health Insurance 
Program" identified problem areas in the Health Insurance Program. The 
Provincial Auditor commented on the computer system, the subscriber 


administration and the health resources register: 


The computer system which processes OHIP 
information and payments is outmoded and 
unresponsive to the present-day needs of OHIP and 
has not kept pace with advances in computer 
Systems design. 


Procedures to ensure that payments were only made 
to or on behalf of subscribers in good standing were 
weak. 


° Payments were made (Good Faith Policy) on 
behalf of subscribers where non-payment of 
premiums caused the contracts to lapse. 


The excessive number of participants on the Claims Reference File and the 
problems with the database were primary concerns at the time. According to the 


Provincial Auditor’s audit report: 


As of June 30, 1987 there were 24.68M participants 
on this file whereas, according to Statistics Canada, 
the population of Ontario was 9.16M. 


° The number of participants on the Claims 
Reference File was nearly three times the 
total population of Ontario. 


° . . . the procedures to ensure that only 
authorized, complete and accurate data was 
contained on the database, required 
improvement... 


The Health Card System 


In 1989 the Ministry of Health’s "Information Technology Strategic Plan" was 
approved, and the new Health Card system implementation began in 1990. The 
Strategic Plan was to provide several benefits, according to the audit report, which 
included the “ability to plan for future health needs", increased accuracy and 
reliability, and the new system would "tighten control over the fraudulent or 
unintentional abuse of Ontario health benefits by non-residents". Also, the new 


system introduced an employer health tax in place of a premium funded system. 


During implementation, a high error rate on applications was identified, and the 
Ministry decided to limit the eligibility and accuracy verification process in order, 
according to the audit report, "to get the new system in place as quickly as 
possible." According to the Provincial Auditor: "To compensate, the Ministry 
planned to identify ineligible and duplicate cardholders soon after registration. 
These post-registration controls were essential to enhance accountability and to 


secure the Ministry’s investment in the registration system." 


During the hearings the Ministry described some of the difficulties encountered 
following the introduction and management of the new Health Card system. 
Financial management problems, such as system abuse, occurred at the health care 


delivery stage and with providers: 


. . we [the Ministry] take a broad view. I know it 
has been the case that there’s been a tendency to 
label this issue, at least publicly, as health care 
fraud. I think that’s an oversimplification. Our 
view in the Ministry is that we’re concerned | 
primarily with financial management, that fraud 
is not just something related to the health card: 
that we have fraud that is related to the health 
card and we also have behaviour by providers 
that is fraudulent, we have a whole category of 
what we would term inappropriate use or 
inappropriate utilization of the system, and then we 
have some issues around the bills going to the right 
place, both the third-party bills and also the federal- 
provincial bills or the federal bills. [Emphasis 
added] 


The Ministry’s financial management responsibilities include the administration of 
services and supply for health care. Financial control measures cover prepayment 
and postpayment controls, which include threshold limits at the front end, and the 


recovery of funds through the Medical Review Committee in post controls. 


The Ministry supports the Auditor’s conclusion that "effective controls over the 
accuracy and completeness of registration" is required in the current registration 
system. According to the Ministry, the issue of system abuse is one element in 
the financial management of the Ministry, and it occurs on several levels through 


the consumer, provider and third parties. 
1992 Audit Report 


The 1992 audit report on the Ministry of Health, prepared by the Provincial 

Auditor, identified concerns in the Ministry’s managerial planning and controls in 
the registration system. The audit report included an examination of "the controls 
for the processing of health card application forms, including both automated and 


manual controls designed to safeguard data." 


The Provincial Auditor’s objectives in the 1992 audit were to assess whether: 


e the business case sufficiently proved that the 
selected solution would be the most 
workable and cost-effective choice from 
among existing alternatives; 


@ registration information was reliable; and 


e data, software and hardware were adequately 
secured from unauthorized access and 
changes or unexpected interruptions. 


The conclusions and findings in the Provincial Auditor’s report addressed the 


areas of management controls, justification of the system, reliability and security: 


e . . . the Ministry needed to replace the 
outmoded and unresponsive OHIP system 
promptly, but it did not develop satisfactory 
procedures to issue health cards solely to 
eligible residents. 


@ . . . the Ministry had planned to identify 
ineligible and duplicate cardholders soon 
after registration, but it had not done so by 
April 1, 1992. The new individual-based 
registrations system is the cornerstone of the 
Ministry’s plan to reshape Ontario’s health 
care system. 


@ The Ministry had not proved that the 
registration system and process were the 
most workable and cost-effective solution, 
nor could it support $137 million of the 
$150 million in estimated project benefits. 


e Controls were inadequate to ensure that 
registration information was accurate and 
complete. 

e . . . without effective controls over the 


accuracy and completeness of registration 
information, the Province’s investment in the 
registration system is at risk. 


e Registration data and software were not 
adequately secured from unauthorized access 
or changes or unexpected interruptions. 


Committee’s Objectives and Conclusions 


Following the initial hearings this year with the Ministry on the 1992 audit report, 
the Committee decided to address the procedures used by the Ministry to eliminate 


the unauthorized use of health registry cards [Health Cards] in an Interim Report. 


This Interim Report was prepared in order to identify the outstanding concerns of 
the Standing Committee on Public Accounts (the Committee) with respect to the 
Ministry of Health’s registration system. The Committee has addressed matters 
related to financial management and —specifically— the unauthorized use of the 
health care system, which includes such matters as eligibility, management 
controls over registration information, the reliability of the registration database 


and the role of strategic planning in such matters. 


Based on the meetings with the Ministry of Health in September 1993, it is 
evident that the Ministry is committed to rectifying the problems in the registration 
system and that a number of initiatives have been taken in several areas, including 


pilot studies on new equipment and changes to the Health Card. 


This Report is not prescriptive; rather, it identifies some of the management 
concerns surrounding the provincial health registration system and, particularly, 
the Ministry’s approach to resolving the current problems in the registration 
process. The fundamental issue before the Committee is the Ministry of Health’s 
capability to deliver health care to eligible Ontario residents on a cost-effective 
basis. On the basis of the hearings, it is apparent that the Ministry has not 
finalized a strategic plan to address this matter. The Committee concluded that 
there is a need for strategic planning to integrate the various components in 


financial management through an implementation action plan. 


This report addresses the following subjects: the registration issues identified in 
the audit report prepared by the Office of the Provincial Auditor; the financial 
management matters identified by the Ministry of Health; concerns listed in the 
Registration Analysis Report (1993); proposed changes by the Ministry to the 
registration system, including operational enhancements and potential policy and 
legislative amendments; and the Committee’s conclusions on the subject of 


Strategic planning. 
FINANCIAL MANAGEMENT ISSUES 


The Ministry of Health described system abuse difficulties in the registration 
system from the broad financial management context. Fraud is an aspect of 


system abuse and it occurs at several service points. 


The Ministry explained some of the problems: excessive use of the system by 
patients; attempts to resolve the issue of federal-provincial responsibility for health 
care coverage; database inaccuracies in addresses etc.; physicians’ billing errors; 
visits to several doctors by a single patient for a given treatment (multiple- 
doctoring); the use of a deceased person’s Health Card, and the potential abuse of 
hospital "blue" cards. The fraud issue is complex to quantify in terms of the 
nature and the magnitude of the problem, the amount of revenue lost through 
inappropriate use of the system —including fraudulent activities— and the 
frequency of abuse. 


The Ministry prepared an internal report, the Registration Analysis Report, “ to 
look at real and potential problems in the use of the database and to design and 
test methods to facilitate correction and to maximize opportunities for use of the 
data by other program areas." The Registration Analysis Project identified 
approximately 470,000 questionable registrations and a potential annual exposure 
of $691 million. The Ministry indicated that the report identified the “worst case" 


scenario with respect to registration fraud and abuse. The potential exposure is 


10 


estimated to be in the order of $24-$257 million (0.14-1.5%), according to the 
Ministry. 


The recommendations in the Registration Analysis Report identified the following 


financial management/public administration requirements: 


the creation of a permanent Investigation Unit; 

a single identifier for all provincial benefits; 

a greater control of expenditures; 

a review of eligibility; 

the recovery of payments from the federal government; 

an improvement of communication strategies; 

the validation [of eligibility] in hospitals and physicians’ offices; 
the allowing of third party data exchanges; and 

better tools and systems to identify fraud. 


The Ministry prepared an update to the Registration Analysis Report, which was 
circulated to the Committee during the hearings in September 1993. Although the 
database problems relating to addresses is not resolved, progress has been made in 
several control measures. The Ministry indicated that there are significant "risks" 
in parts of the system. The resolution of the problem will be dependent in part on 
the assistance of forensic accounting initiatives and the support of health care 
professionals at the point of service. Also, the Agreement (1993) with the Ontario 
Medical Association is seen to be an important step in a partnership approach to 


address these problems. 


The Committee addressed several sections in the Ministry’s Registration Analysis 
Report, specifically the recommendations to address eligibility, the registration 


process and the scale of system abuse. It was concluded in the Report that: 


To realize the full benefits of the Health Number, 
a philosophy of zero tolerance of health care 
abuse is required. This involves concepts such as 
litigation, increase in penalties for fraud, and the 
recovery of money from consumers, not just 
providers, for fraudulently obtained services. It 
means that ancillary controls are also required, for 
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example, a tougher policy on good faith payments 
and more restrictive registration procedures. 
(Ministry of Health’s 1993 report entitled 
Registration Analysis Project, S. 1.4) [Emphasis 
added] 


The Ministry has undertaken several initiatives to address financial management 
‘problems in the health registration system. The Ministry summarized its 


initiatives: 


We are looking at both pulling the levers we have 
available to us at the present by tightening the 
registration, by tightening eligibility, by enhancing 
the integrity of the registration database, and by 
automating as much of our interactions with the 
providers as we can, the physician billing system 
the pharmacy system. 


> 


I think all of those things are worthwhile, all of 
those things will help on the fraud front. All of 
those things will make it harder, in several ways, 
for fraud to be committed. They will make it 
tougher at the point of service, they will make it 
tougher at the point of registration and they will 
give us an ability to analyze data and focus in on 
where the patterns are. 


The Ministry’s objective is "to identify those areas with the highest probability of 


fraud or abuse and to find ways of solving them." 

ANALYSES AND INITIATIVES IN THE REGISTRATION SYSTEM 
The Ministry has taken initiatives in fraud control in several areas, namely, 
investigations, preventive measures, and detection and reporting. At the present 


time the Ministry is addressing this matter through the following: 


e registration reconciliation; 


e changes to the health card; 
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@ verification and control; 

e technological systems 
e automated verification systems 
° provider automation; 

® policy/legislation; 

@ operational enhancements; and 

@ communications programs. 


Ministry Initiatives 


The issue of system abuse and fraud has been under consideration at the policy 
level in the Ministry and negotiations are proceeding, according to the Ministry. 
Important steps have been made in several areas, for example, the registration 
process, the database, the verification procedures, new technology and forensic 


auditing. 


Although the Ministry initiatives are encouraging (for example, the reconciliation 
of the registration discrepancy), the discussion with the Ministry indicated to the 
Committee that there are many areas that have not been resolved and/or 
addressed, and decisions have been made without the benefit of a finalized 


Strategic plan. 
Registration Discrepancy 
The Ministry addressed the problem of reconciling the registration discrepancy 


with its objective of matching cards to eligible persons. The Ministry commented 


on the current status of the problem: 
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With the revision of the population by nearly 
600,000, as of June 1, 1993, we are now within 
100,000 of the population estimate . . . This was. . 
. the 1.4 million gap that is now down to something 
on the order of . . . 100,000. 


Ontario’s population figures were adjusted upward in June 1993, and health 
registrations with active eligibility are now within 1% of Ontario population 
estimates. The figures were adjusted in May 1993, and approximately 599,700 
individuals were added to the base of Ontario residents. The number of registered 
eligible persons is within 100,000 of the estimated provincial population. The 
Ministry has taken steps to reduce the number of eligible persons — through 


corrections for deaths, for example. 


Database Initiatives 


The Ministry expressed concern that the database is not current and that the 
inaccuracies have presented problems. For example, approximately 26% of the 
addresses on the system are incorrect, and the updating to resolve this problem 
will require exchanges within government databases. The control over eligibility 
was compromised in part because the registration process used for the new Health 
Card in 1990 relied on the former OHIP records, and this data was not updated in 


all instances. 


To assist in the verification of eligibility, the Ministry has introduced several 
changes to the database: an exchange with the Registrar General; an "address 
[residence] communication campaign" to notify people of the requirement to notify 
the Ministry of an address change; and improvements to the application controls at 
the front end (e.g., applicants are required to submit only original pieces of 
identification). Also, in the event of a name change the Ministry requires the 


recovery of the old card. 


The Ministry has taken several initiatives on data exchanges as follows: 
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° a memorandum of understanding with Employment and 
Immigration Canada to provide for the exchange of 
information on refugees and deportations; 


° discussions with the Ministry of Transportation for 
cooperation with the Ministry of Health on the reissuance of 
photo cards; 


° the exchange of registration information with other 
provinces; 


° negotiations are in process with Health and Welfare Canada 
to permit an exchange of information on registration 
information; 


° discussions are ongoing with the Ontario Registrar General 
to alter the newborn registration process and the timely 
removal of deceased persons from Ministry files; and 


° information exchange with the Ministry of Community and 
Social Services on drug program eligibility. 


Information exchanges for the purpose of verification are being pursued with 
Employment and Immigration, Health and Welfare, and Revenue Canada and, at 
the provincial level, with the Ministries of Finance, Transportation, Community 


and Social Services and the Office of the Registrar General. 


The Registrar General will assist with information on birth registrations, name- 
change updating, adoption integration and death matching. At the present the 
Ministry receives an update of deaths monthly from the Registrar General, though 
at times there is a lag of up to six months in receiving the formal notification. In 
addition, a new billing code is being used for the pronouncement of death. Ina 
former audit the Provincial Auditor identified cases of claims paid on behalf of 
deceased persons: according to the Ministry, 90% of these claims were instances 
in which the surviving spouse had used the wrong Health Card. The Ministry is 


monitoring this problem. 
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If a person’s address is incorrect, the Health Card is invalid. The correct 
information must then be submitted for reinstatement. The inaccuracies in the 


database are under review by the Ministry. 
Information and Privacy 


According to the Ministry, it has not been determined whether legislative changes 
are required to share data. This matter is being discussed with other ministries 


and with the Office of the Information and Privacy Commissioner. 


The privacy issue in the Ontario Drug Benefit (ODB) program has been addressed 
according to the Ministry. The Ministry will not have access to the information 
exchange between the private insurer and the pharmacist. In the exchange of data 
between the Ministry and the pharmacies, data remains confidential and "very 
limited information" is provided to the pharmacists. The Ministry will not be 
collecting new data in a claim, and personal data, other than specific information 
On potential adverse medication reactions, for example, is not provided to a 


pharmacy. 


The Ministry discussed the privacy implications in data exchange matters and the 


Management concerns: 


.. . there is a balancing act here between the 
privacy concerns and the management concerns. If 
we were purely concerned with management, we 
would go a lot further in terms of personal 
information and linking patient records, but because 
we have a balancing concern, as set out in the 
Freedom of Information and Protection of Privacy 
Act, we have to take account of that as well, so 
there is for us a balancing act in this. 


The Ministry is collecting information to assist in the management of the health 
care system. Future data collection is to proceed within a defined framework, 


accounting for privacy: 
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. . we’re going to walk, frankly, more cautiously 
down the road of making sure we remain in 
conformity with the FOI and Privacy Act in terms 
of collecting and using information only for the 
purpose for which it’s collected. But that whole 
issue iS quite vital to us. Are we collecting 
information, for example, to manage the drug 
program or are we collecting information to manage 
the health care system? It’s my belief that we’re 
collecting it for the second reason: to manage the 
health care system. 


You then have a set of important concerns, concerns 
about how to protect people’s individual privacy 
through this process, and candidly, when you 
automate something, it does make access a much 
bigger issue — not that a physician assistant in a 
pharmacy couldn’t look at someone’s prescription 
now in a paper form — but what checks have we 
got in place as we automate that system to contain 
it? It’s a very real question. We’ve been working 
very closely with our own legal people, our own 
FOI people and the Commissioner on these issues 
and we will continue to do so. 


Although the Ministry has addressed the issue of confidentiality at the community 
pharmacy level, it has not yet fully resolved these concerns in the hospitals or 


physicians’ offices. 


Verification Process 


Two main opportunities for the verification of eligibility for health care are at the 
"point of registration" and the "point of service". According to the Ministry, 
steps are being taken to clarify registration/eligibility criteria. A photograph on 
the Health Card is seen to be the "single biggest asset" for verification purposes at 


the "point of service". 


The Ministry of Health’s Verification Unit is responsible for the investigation of 


fraud cases. The following action has been taken by the Unit: 
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e 193,786 cancellations of coverage, of which 182,704 were of deceased 
persons; 

e investigations of duplicate cards; 

e a toll-free line for the reporting of suspected abuse; 

e forensic accounting firm retained to advise on fraud prevention; 

e investigations to identify loopholes and to link the Investigative Unit to 


police authorities for prosecutions; and 


e cooperation between the Attorney General and police on cases. 


The Ministry explained that a "full plan" for the Investigative Unit has not been 


prepared. The Unit’s mandate on the fraud issue was addressed by the Ministry: 


I [the Deputy Minister] should just underscore that 
my Minister is very determined on this issue [fraud] 
and wants to see a great deal of action rapidly, so I 
can assure you this will have a lot of attention. It 
has already got a lot of attention, but I expect you 
will see a lot more charges laid. We want to be 
sure that we aren’t just laying a lot of charges or 
causing charges to be laid, but that we actually have 
the evidence in place so that we get convictions. 
Otherwise, the credibility of this initiative will be 
short-lived. 


The Verification Unit has conducted approximately 4,000 investigations with 
2,300 cancellations: a 52% ineligible factor. The investigation process includes 
Immigration Canada records on deportations, which allow the Ministry to cancel 
coverage for those no longer resident in Ontario. Also, the Unit has surveyed 
border residents by mail, and the Ministry has cancelled coverage for residents of 
the United States. In the event that mail is returned to the Ministry, coverage is 


cancelled automatically. 


The Ministry indicated that although other identification techniques, such as the 
use of a patient’s signature, would work as well as a photograph, they would not 


verify eligibility. The link to eligibility through the database is necessary for the 
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Ministry and health care providers. Health care providers, including hospitals, 
require the verification of a Health Card by the Ministry in "real time" for 
payment purposes. The health care profession wants an interaction with the 
Ministry in addition to the patient’s verification of his or her identity, through a 


signature for example. 


At the present time, a physician may contact a district or regional office for a 
manual verification of a Health Card. In addition, providers can contact the 


Ministry’s 1-800 line for advice on suspected fraud cases. 


The Ministry monitors certain indicators in the periodic verification of eligibility 
for individuals resident outside Ontario. Through a scanning process of the 
approximately 12 million entries in the database, duplicate health numbers are 
identified, and usage is established. Duplicate cards are investigated. Also, files 
are scanned for repeated out-of-country claims which could indicate that the 
person has moved out of the province. In such cases, the Ministry will conduct 
an investigation by contacting, for example, the U:S. immigration service and tax 
authorities. If a person has taken up permanent residence in another country his 


or her eligibility will be cancelled. 
New Technology 


Verification technology is being tested to establish eligibility at the "point of 
service". The Ministry and providers want to be able to determine whether a 
Health Card is valid and the patient is eligible for services. The Ministry has 
pilot systems for "Interactive Voice Response (IVR) Verification" and "Card 
Reader Verification" (swipe reader). The card Swipe system is designed for high 
volume use. A point-of-service terminal verification System is also under 


consideration. 


The transactions in the pilots are linked to the registered persons database (RPD) 


with different front end access equipment. The Ministry has concluded that "both 
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[pilot systems] have their place in the verification process." The Ministry noted 
that there is a call abandonment rate problem with government 1-800 numbers, 


and it can be difficult to get through to the desired party. 


The Ministry has made a commitment to have verification technology in 50 
hospitals by 1994 and in another 50 hospitals by 1995. The "point-of-service 
terminals" could be programmed to operate within the Ministry’s system. 
According to the Ministry: "It [terminals] would be capable of much wider use in 


terms of health and counter information collection." 


The Ministry of Health’s confirmation procedures for billings provides points of 
service with a list of eligible and ineligible Health Card numbers. Patients are 
asked to show their Health Cards or to give their new health numbers, and a 
check is conducted against the Ministry list. The Ministry is in the process of 
making improvements in the network connection to simplify the process and make 
it more cost-effective in hospitals. The Ministry would prefer that health care 
providers integrate the new technology with their internal office computer-based 


systems: 


. . . [the Ministry of Health is] not particularly 
recommending any one approach here. As a matter 
of fact, probably the approach we advise for most 
providers would be to put the card reader on their 
Own internal office systems and have those systems 
connect in to make the query, and that way their 
records get updated at the same time they’re doing 
the query through to us. Everything we’re doing on 
the production system is designed to work that way, 
so you'll have a range of options from connecting 
computer-based systems that are there already back 
in to making a query or using one of these 
standalone devices, at the choice of the health care 
provider. 
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Forensic Audit Process 


The Ministry of Health has retained a forensic accounting firm to identify 
"vulnerabilities" in the system as this expertise is not available in the Ministry. 


The Ministry explained the firm’s role as follows: 


Their basic task is to help us understand where our 
vulnerabilities are and to help us develop the 
linkages between the Investigation Unit and our 
various inspection services. In the sense of 
understanding our vulnerabilities, it builds on the 
work of the Registration Program Branch. . . 


The Ministry is interested in the training of the Ministry’s inspection staff and the 
identification of potential areas at high risk for fraud, both on the consumer and 
provider sides. The Medical Review Committee, the pharmacies and the 


Ministry’s Inspection Unit are part of this review process. 


The Ministry requires input on such matters as training upgrades and staff skills 
levels. Also, the review will link the Ministry’s internal. audit procedures to the 
broader investigative functions to be identified in the review. Currently, the 
Ministry’s internal audit group is actively recovering overpayments to hospitals 


and nursing homes, for example. 

The Ministry is pursuing investigations and compiling evidence suitable for 
admission in court. The evidence must sustain a court test according to the 
Ministry. 


Ministry Health Card Initiatives 


The Ministry is proceeding with interim improvements to the health registration 


System, and permanent changes are in the process of being developed. 


21 


Interim Changes 


Rather than awaiting a new Health Card to address the current problems in the 
registration system, the Ministry is taking interim measures. These include the 
notification of invalid cards related to an out-of-date version code, and operational 
enhancements are underway to introduce short-term controls. Also, the Ministry 
referred to other possible Health Card features that could be tested and 
implemented before the end of the current fiscal year, depending on the decision 


on the photo card. 


The Ministry has decided to proceed with a renewal cycle, issuing approximately 
a million cards per year. The details of the cycle, which could be over a 3- to 5- 
year period, have not been decided. Old cards are to be recalled and rendered 


inactive. 


The Ministry is proceeding with the following initiatives for this year : 


MINISTRY INITIATIVES 
Original documents for replacement cards 
Additional supporting documents Ongoing; updated July 1993 
Eliminate interim paper cards 
Reduce plastic cards 


Increase return of cards 
Revise notice for new cards 
Redistribute Do’s and Don’ts poster Completed 

Issue facts sheets for public 
Reduce name preference options to one 


Source: Ministry of Health, "Health Registration System" (Toronto: The Ministry, September 
7, 1993). Handout to the Standing Committee on Public Accounts Committee. 
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The Ministry discussed the initiatives that have been taken during the transition 
period. The applicants for Health Cards are required to use their complete legal 
names. The use of incorrect version codes in billings has been addressed resulting 
in enhanced controls over the 1.7 million inactive cards. Also, the payment for 


claims against inactive cards has been eliminated. 


The Ministry does not have plans to issue interim cards to all residents of Ontario, 
but in the normal process of issuing cards to new registrants, enhancements such 
as an expiry date will be made to these cards. This does not entail a re- 


registration of all eligible people. 


The Photo Card and Other Options 


In addition to interim measures for the registration system, the Ministry is 
considering various Health Card options for the long-term, with system-wide 


implications such as photographs. 


Photo Card Option 


The photo card is to be considered by Cabinet in 1993. According to the 
Ministry, a preliminary decision on the photo card has been made, and the 
consultation process with experts in the field is ongoing. The cost of the photo 
card is not known because the features have not been defined. According to the 


Ministry: 


We have taken a decision to add a photo to the 
card and to move to a renewal cycle. We’re not 
yet there on all of the security features of the new 
card — and the Cabinet has not yet been presented 
by our Ministry and Minister [of Health] with a full 
set of recommendations. I will say on that we’re 
going to take a little time and make sure we’ve got 
it right and that we’ve consulted the leading people 
in this field, both in Canada and internationally — 
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before we move ahead on the photo card. 
[Emphasis added] 


The Ministry indicated that the photo option is but one feature of, and not the 


solution to, the fraud problem: 


We have looked at other jurisdictions and we have 
gained enough confidence to believe the photo is 
well worth adding as a feature of a new card. But I 
would say to you again what I said yesterday: the 
photo in and of itself is not a panacea; it’s a 
useful additional feature. So are the enhancements 
that we intend on an interim basis. [Emphasis 
added] 


Card Options 


The following adjustments and innovations proposed by the Ministry would permit 


changes to the Health Card on a cyclical basis: 


The health card enhancement project has, as its key 
deliverables, implementing the photo card, 
tightening the process for new and replacement 
cards, moving to a renewal cycle for all cards and 
additional card security features. We believe this 
will give us improved client identification, improved 
card integrity, a reconfirmation of eligibility within 
the cycle, time-limited value of cards and it also 
allows us to add changes on the run, if you like. 
With a renewal cycle, because we are in an area of 
rapidly emerging technology here. . . 


The Ministry stressed its concern with making the correct decision on the Health 
Card format. The Ministry outlined proposed "deliverables" and "benefits" to 


reduce system abuse: 
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Deliverables implement photo card 
tighter process for new and replacement cards 
a renewal cycle for all cards 
additional card security features 


Benefits improved client identification 
improved card integrity 
reconfirmation of eligibility 
time limited value of cards 
renewal cycle permits change and enhancement 


Spin-off ® ongoing mechanism for public contact to maintain database 
Benefits accuracy 
¢ may issue periodic benefit statement to consumers 





Source: Ministry of Health, "Health Registration System" (Toronto: The Ministry, September 
7, 1993). Handout to the Standing Committee on Public Accounts. 


The Ministry presented details of "proposed" and "possible" initiatives to address 
problems in the areas of client application, card design, point of service, and post 


payment to address financial management issues. 
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Application | Proposed | ¢ tighter eligibility requirements 
Process ¢ verification with Immigration Canada 
¢ exchange with Registrar General (RG) 
Possible | integration of births and deaths with RG 
¢ single identifier for all government programs 
Proposed | © photocard 
¢ renewal cycle 
¢ enhanced security features 
Possible | © smart card 
digitized photo 
¢ fingerprint 


Point of Proposed | ¢ rollout of IVR and card reader systems 
Service ¢ on-line adjudication of drug claims 
¢ network submission for medical claims 

Post Proposed | ® MD fraud reporting 
Payment ¢ crime stoppers 

© consumer monitoring 

Possible ¢ annual statement of services 
¢ overutilization program "Limitation of Services" 


Source: Ministry of Health, "Health Registration System" (Toronto: The Ministry, September 
7, 1993). Handout to the Standing Committee on Public Accounts. 





The Ministry stressed the value of the new Health Card number and outlined the 
decisions required for the future, particularly with respect to the nature of the 


information incorporated on the Health Card: 


The thing that gets you the big gain in terms of 
management of health information and epidemiology 
is having a number to which you can link all of the 
services that have been provided, a number that 
corresponds with a unique individual. 


. . . The question of what the individual has in 
addition to his number is the question of the vehicle, 
and that’s the question of, is it better to put a lot of 
written information on the card, to put it on a mag 
Stripe, to put a photo? That’s quite separate from 
what information you have and what you’re able to 
link in the data base, and is more concerned with 
the issue of someone inappropriately or fraudulently 
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obtaining services, someone who’s not an eligible 
person. That issue isn’t going to affect the general 
use of the data base for epidemiology. (8/45) 


The Management Board Secretariat is addressing the option of a comprehensive 
"government card" that would cover a number of ministry programs. The 
Ministry indicated the challenges in developing such a card capable of addressing 
the long-term requirements of a number of government programs and resolving 


concerns such as system abuse: 


I guess we’re torn a little bit here between the 
obvious benefits of a card that would combine a 
number of government programs into a single card 
and the other reality, which is that you people 
[Public Accounts Committee et al] are going to be 
mad... at us [the Ministry] if we don’t get the 
fraud issue in health dealt with — not just you 
individually but the OMA [Ontario Medical 
Association] and the coalition of public sector 
unions, both of which have been quite active on this 
issue. So we are being pushed to move rather 
quickly. [Emphasis added] 


Finally, the Committee is concerned about the perceived need to introduce 
changes on an accelerated timetable, which may not permit the level of analysis 


and consultation required to investigate all options. 


STRATEGIC PLANNING PROCESS 


The introduction of the new Health Card in 1990 was a major initiative. The 
Ministry encountered difficulties in the implementation of the new system, as 
identified in the 1992 audit report on the Ministry’s registration system and during 
the hearings. The Ministry is in the process of addressing some of these issues at 


the present time. 


ay 


This Section of the Interim Report addresses the role of strategic planning with 


reference to the implementation plan developed in 1990 for the new Health Card 


? 


and reviews the options currently under consideration by the Ministry of Health. 


The fundamental conclusion reached by the Committee is that, although the 
Ministry has taken action in several areas, the process being followed does not 
appear to be following a comprehensive strategic plan. The Committee’s 
recommendation identifies several concerns with the Ministry’s decision making 


process and outlines constructive options. 
1990 Strategic Plan 


The Ministry’s "Information Technology Strategic Plan" was to address the 
problems of verification of eligibility and registration. According to the 
Provincial Auditor, "the Ministry had planned to identify ineligible and duplicate 
card holders soon after registration, but it had not done so by April 1, 1992." 
The Minister of Health outlined the features of the program for the 
implementation of the new Health Card system on June 6, 1990, in the 


Legislature: 


Anyone to be registered through the one-time 
registration program must be covered under an 
existing OHIP account. Anyone else must register 
through the ongoing registration process, which 
involves more stringent controls. Anyone who has 
a temporary right to remain in Canada is required to 
provide copies of immigration papers to verify his 
or her legal status. A commercial software package 
is used to verify addresses. Checks against the 
existing OHIP premium database help ascertain 
eligible names, quality, residency and legal right to 
remain. For seniors, checks against the Ontario 
drug benefit database are carried out for the same 
reasons. Exception checks are being done on out- 
of-province addresses. A variety of other 
reasonableness checks are being applied, including 
checks for duplicate registration. Every application 
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form is required to be signed. Where there is a 
desire for anyone to deliberately be fraudulent, that 
is always difficult to —[end of statement]. 


The registration process started in April 1990 and was completed in January 1991. 
The Ministry explained that all the steps in the implementation plan had not been 
followed due to the delays in registration. The program was to have included a 
database verification process and an enforcement function. Subsequently, the 
Ministry decided to concentrate on improvements in the drug program and the 


database. The Verification Unit was established in April 1991. 


Ministry Initiatives 1993 


The Ministry has taken several measures to resolve problems identified in the 


audit report and raised by the Members including: 


@ Application controls to verify identity and eligibility; 

e Card controls to ensure against multiple cards; 

e Verification controls to update registrant information; and 

@ Service controls at the point of service to ensure payment against a valid 
health card. 


In addition to the details of these initiatives discussed in this Report, the Ministry 
has proposed amendments in the policy areas of OHIP eligibility, the Medical 


Review Committee and Social Assistance Reform. 
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OHIP Eligibility ¢ proposed changes could include alternative 
coverage by Federal government; waiting 
period for some new residents 


Medical Review Committee | © increased size will increase recoveries 
(MRC) (Bill 50) 


Social Assistance Reform ¢ de-linking health benefits from eligibility for 
social assistance 





Source: Ministry of Health, "Health Registration System" (Toronto: The Ministry, September 
7, 1993). Handout to the Standing Committee on Public Accounts. 


The number of matters under discussion at the policy and legislative levels (e.g., 
Bill 50, Expenditure Control Statute Law Amendment Act, 1993) indicates that the 


Ministry has several unresolved matters to be addressed. 


Outstanding Issues 


The discussion of the Ministry initiatives has indicated that there are important 
areas in which there is insufficient information and/or decisions have not been 
reached. Other matters that have not been resolved and that should be addressed, 
for example, include cost-benefit and feasibility studies. The Committee discussed 


a number of these matters: 


e ongoing external consultation on the photo card; 

e the feasibility of introducing an interim card; 

e the population segment to receive the interim card; 

e non-registration of all eligible individuals; 

e the proposed and possible options (e.g., security features) for a new card; 
e the role of a "government card" in the Ministry of Health; 

e the features on the Health Card (e.g., information required on the card, 


such as the magnetic stripe and a photograph); 
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e the final cost of the enhanced photo card; 

@ the schedule for the Health Card renewal cycle; 

e details on proposed interim controls; 

e an assessment of fraud prevention by the forensic accountants; 

@ the option to introduce card innovations on an incremental basis; 
@ available technology and the ongoing pilot studies; 

@ the sharing of data (e.g., privacy issue); and 

® the need for a comprehensive plan for the Investigative Unit: 


The Committee has concluded that the Ministry’s approach to resolving the 
problems of system abuse has not been considered in a comprehensive framework. 
The Committee feels that a piecemeal approach will not provide the optimum 


format for resolving complex issues. 


The Strategic Planning Process 


The Committee has concluded that the Ministry’s approach to the current financial 
management problems has not been addressed with the benefit of a finalized 
strategic plan. According to Management Board’s publication, Strategic Planning: 
"Strategic planning is a process that enables the senior management group to 
advise the government on the long-term direction of a ministry and to assess the 
appropriateness of the ministry’s legislated mandate and programs." Management 


Board described the strategic planning process as follows: 


A statement of strategy is a realistic, broad plan of 
action for dealing with a major emerging issue, 
opportunity, or identified performance need. Ideally, 
it includes: 


e new or reaffirmed ministry goals or 
objectives; 
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° broadly described policies or programs 
required to achieve them; 


° identification of factors that are critical to 
success; 
° a general sense of priority to guide 


subsequent planning; and 


e a method for monitoring results and 
maintaining direction. 


Strategic planning, according to Management Board, is comprised of four 
components, namely: the organization of activities and responsibilities; the 
monitoring of operations and the assessment of problems; strategic development of 


new directions; and the implementation and review of the plan. 


The Ministry acknowledged the role of an overall plan or strategy in the 
registration function and addressed the need for cost-benefit analyses and costing 


of the initiatives: 


I agree with you completely that we [the 
Ministry] have to have a full, costed and logical 
and justified plan for any changes to the card, 
and [ think that, frankly, is what we’re working 
on. But there are a number of things that I think 
get us a return on the investment to date that are 
worth doing on an ongoing basis, and we have to 
undertake some amount of piloting. 


. .. I agree that on the card front, yes, before we 
go to Cabinet we need to have all of our costing 
done. We will do cost-benefit analysis. I’m just 
saying I, for one, am sceptical of the kind of large 
benefits that historically tend to get rolled up in 
those analyses; not that you shouldn’t do them, but 
you have to balance that analysis against your 
experience in the field. [Emphasis added] 
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The Ministry elaborated on the role of a strategic plan and discussed areas that 
have not been addressed through a forensic audit approach, such as the fraud 


detection/prevention program: 


. . we [the Ministry] had not developed our 
recommendations to Cabinet, that that work is 
ongoing. It’s also clear that we’d retained Lindquist 
Avey [forensic accounting firm] to give us some 
assistance in looking at various areas where we 
might need red flags in our system to detect fraud. 


So the answer is no, we don’t have a strategic plan fully 
developed and we don’t have our costing fully done. 
There are some very major policy issues that will 

have an effect on the cost. That’s not to say there 

hasn’t been a great deal of work done, but it has 

been work done in preparation for having a full plan 

to go forward to the Cabinet on this fall [1993]. So 

we’re not there yet, and we do intend to get it right 

before we go forward with it and to consult widely 

with experts in the field. 


I would just remind you that we’re here at your 
invitation to give you a progress report; we’re not 
here proposing a strategic plan. We will go 
forward to the Cabinet when our Minister is 
convinced that we have all the questions answered. 
[Emphasis added] 


The Committee is of the opinion that a "logical and justified plan for any changes 


to the [Health] Card" should be in place to provide a basis for decision making. 
Conclusions and Recommendation 


On the basis of the hearings, the Committee concluded that the Ministry of Health 
is proceeding on several levels to introduce improvements to the Health Card 
system, but that there is an absence of a comprehensive strategy to coordinate 
these initiatives. In addition, the Ministry is responding in a compressed timetable 


to resolve these matters. 
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Although there is an immediate need to rectify the registration and database 
problems, the Committee has concluded that the Ministry should be afforded the 
time required to place its current initiatives and future plans in a strategic planning 
context. The plan should include timelines, evaluation criteria to determine cost 
effectiveness and evaluation mechanisms. The Committee stressed the importance 
of a comprehensive approach and the role of feasibility studies for the various 


Options under consideration. 


The Committee has concluded that the Ministry should demonstrate that it is 
pursuing solutions to the problems identified by the Provincial Auditor, based on 
appropriate information and evaluations to ensure that the objectives are met. The 
decisions should not be based on expediency. Also, the Ministry should be able 
to demonstrate that the alternatives selected are cost-effective and efficient in 
terms of the program design, implementation and public administration 


requirements. 


Although the hearings concentrated on the Provincial Auditor’s findings on the 
registration system, some Members of the Committee were of the opinion that the 
discussion should not be limited only to improving the current system. The 
subject of an individual’s right to health care services was discussed in the context 
of the necessity of a formal centralized registration process. Some Members 
suggested that the Ministry of Health should consider other approaches to 
registration, such as a physician-based system of universal registration. At issue 
is whether the current Health Card system has the capacity to identify and include 
all eligible individuals with the required level of accuracy. For example, residents 
of Ontario without a permanent address may not have the documentation to 
establish eligibility for registration purposes and/or the desire to comply with the 


formal requirements. 


The Committee reached conclusions on the following subjects: strategic planning, 
the implementation timetable, analyses and reports, technological considerations, 


verification procedures and the role of public education. 
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Consultation Process 


The Committee has held hearings to discuss the registration system with several groups, 
including the Ontario Medical Association, the College of Physicians and Surgeons and 
the Commissioner of the Information and Privacy Commission. These hearings were 
informative and indicated to the Committee the importance of the discussions with 
stakeholders affected by changes to the current registration system. In the Ministry’s 
external consultation process it is important to meet with those organizations involved 


with the registration system. 


CONCLUDING COMMENTS 


The Committee issues this Interim Report at this time in order to address several 
important matters, which, the Committee feels, could be constructive in the Ministry of- 
Health’s efforts to resolve problems in the provincial health registration system. On the 
basis of the hearings with the Ministry and the other witnesses, the Committee has 
concluded that any changes to the provincial health registration system should be based on 
a comprehensive review and on an assessment of options to address the fundamental 
difficulties in the current system. Decisions to introduce changes to the system should be 
made on the basis of a finalized strategic plan which would address the Ministry’s long- 


term requirements. 


Finally, the Standing Committee on Public Accounts requests that the Ministry of Health 
respond to this Interim Report at the earliest possible date in 1994, and that it meet with 
the Committee prior to making system-wide changes to the present health registration 
system. The Committee may decide to hold additional hearings on this matter in 1994 


and to prepare a final report on this subject. 
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STANDING COMMITTEE ON PUBLIC ACCOUNTS 
Terms of Reference 


The Standing Committee on Public Accounts is established pursuant to the Standing Order 104(j). 
Its permanent terms of reference, as set out in the Standing Orders, are as follows: 


1064) Standing Committee on Public Accounts which is empowered to review and report 
to the House its observations, opinions and recommendations on the Report of the 
Provincial Auditor and the Public Accounts, which documents shall be deemed to have 
been permanently referred to the Committee as they become available. 
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Standing Committee on Public Accounts 


Schedule of Hearings 


Tuesday, 23 February 1993 


10.00 a.m. Witnesses: 
From the Ministry of Health: 


Michael Decter 
Deputy Minister 


Peter Burgess 
Director, Registration Program Branch 


Fred Hazell 
Executive Director, Information Systems Division 


Wednesday, 24 February 1993 
10.00 a.m. Witnesses: 


From the Ministry of Health: 


Michael Decter 
Deputy Minister 


Peter Burgess 
Director, Registration Program Branch 


Fred Hazell 
Executive Director, Information Systems Division 


Gilbert Sharpe 
Director, Legal Services Branch 


Thursday, 6 May 1993 


10.30 a.m. Witness: 
From the Ministry of Health: 


Brian Aitken 
Project Manager, Information Systems Division 


From Kenora Project on "Smart Cards": 


Andrew Wyszkowski 
Project Leader 


Thursday, 3 June 1993 


10.00 am. Witnesses: 
From Royal Bank of Canada: 


Martyn Cooper 
Technology Integration 


Norm Achen 
Senior Vice-President 
11.00 am. From Bryker Data Systems Lids 


Renah Persofsky 
Vice-President, Business Development 


Tuesday, 7 September 1993 
2.00" p.m, Witnesses: 
From the Ministry of Health 


Michael Decter 
Deputy Minister 


Patricia Malcolmson 
Assistant Deputy Minister, Corporate Management and Support Group 


Peter Burgess 
Director, Registration Program Branch 


Bob Cavanaugh 
Director, Information Systems Division 


Larry Stump 
Project Leader, Ontario Drug Benefit Network 


Wednesday, 8 September, 1993 
10.00 a.m Witnesses: 
and 
2.00 p.m From the Ministry of Health: 


Michael Decter 
Deputy Minister 


Patricia Malcolmson 
Assistant Deputy Minister, Corporate Management and Support Group 


Peter Burgess 
Director, Registration Program Branch 


Gilbert Sharpe 
Director, Legal Services Branch 


Bob Cavanaugh 
Director, Information Systems Division 


Karim Amin 
Director, Audit Branch 


Tuesday, 14 September 1993 
10.00 a.m. Witnesses: 
Tom Wright 


Information and Privacy Commissioner 


2.00 p.m. 


3.30 p.m. 


From the Ontario Medical Association 


Dr. Tom Dickson 
President 


Peter Berwick 
Director, Administration Services 


From the College of Physicians and Surgeons: 


Dr. John Carlisle 
Deputy Registrar 
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